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Marriages

Juatln Mathew, on November
11 to Durward Allen, Production
& Change Control.

VenneH Bennett, Health
Services Data, to Jasper
Kierce, Jr. on December 17.

Walter Allen, Ill, on December
12 to Linda Allen, Medicare A
Correspondence.

Nathan Hays, Methods, to
Kathleen Hall on December 10.

INlah Breakwell, on October 25
to Greg Billington, Market
Research.
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Medicare & More

Performance Management
Program

Robert King, Professional
Relations, to Julia Corey on
November 20.

Lynn, on December 9 to Nancy
Chitty, State Group Claims.

James Rowe, Miami PARD, to
Jordan Kay Kruse on January 1.

Emma R. Madison
Administrative Services Post
Claims Audit

0'

Variety Show

7-8

New Physician Participation/
Reimbursement Program

Trevor Blake, on November 3 to
Csthy Ortez, ARA.
Brittany Suzanne, on November
9 to Doug Powell, Internal
Audit.

..

Bryan, on October 29 to David
Ricke, Technical Services.
Curtis Le'shaun, on October 9
to Victoria Williams, Inquiry
Control.

Adoptions
9

Profile's New Look

WIiiiam Frederick, on November
8 by Pat Colvin, Group Sales.
Derek Patrick, in November by
Frank Metallo, Miami.

__

,

Shirley Edwards, will retire
December 31 after 20 years of
service.
Virginia Sheppard, will retire
December 31 after 14 years of
service.

Teresa E. Bryan
Utilization Review
Kathy Bums
Private Business Claims
Keith Coker
Provider Automated Services
Wayne B. Dixon
Administrative Services Post
Claims Audit
Elizabeth M. Frantz
Inpatient Processing Section
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Robert W. Cooper
Special Accounts

Patrick D. Hardin
Development & Suppa
WIiiiam K. Holllster
Gainesville
Thomas K. Johnston
Operations Support
Sonja Y. Martin
Direct Accounting Uni
Robert L Owens
Stockroom

10YEARS
WIiiiam S. Alsobrook
Safety & Security

5 YEARS
Awilda Comta
Physician Relations

15 YEARS
Thoma E. Cleland
DP Research & Capacity
Planning
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Mary F. Bondurant
Accounts Receivable

Dean Phllllppl, Operations
Support, to Delores Tarifa on
November 19.

JennHer Lena, on December 14
to Steve Hanley, Corporate
Communications.
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20YEARS
WIiiiam E. King
Other carrier Liability

Andrew Frank, on October 28 to
Diane Csrrigg, Exam Entry.

Ryan Douglas, on November 7
to Terri Lordahl, Graphics
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Anniversaries

Sean Kelly, on November 16 to
Jack Conway, Provider
Relations.
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Rosalind L Owens
Private Business Clairr
Sandra L Poff
Provider Relations, Ft.
Lauderdale
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As you have no doubt noticed,
PROFILE has a new look. We, here
in Corporate Communications, are
really excited about the new format
as well as expanded content.
We would be interested in
knowing how you feel about the

new look. Below there is a form you
can fill out to let us know your
opinion of the new PROFILE. We
are located on 4-T.
Or if you would rather call us, our
number is x-8075 and we would
welcome your comments. Thank you.

Medicare&
More

CUT HERE

1

you prefer the new format to the old?

No

Yes

ke Profile's "new look" ...
Very Much ___

Somewhat ___

Not Much

lditional Comments:

Not at all ___

Blue Cross and Blue Shield of
Florida and its affiliate HMO, South
Florida Group Health in Miami, are
proud to announce their
participation in a demonstration
with the Health Care Financing
Administration to show that South
Florida Group Health can provide
quality health care for Medicare
beneficiaries at a lower expense
than is presently incurred by the
government.
"Medicare & More" will cover all
hospital services, all physician
services, and prescription drugs for
a premium substantially lower than
complementary coverage. Improved
utilization management, particularly

in hospital care will hopefully allow
all parties -- beneficiaries, HCFA
and Blue Cross and Blue Shield of
Florida to benefit.
The Demonstration has been in
planning for more than a year and
various issues have surfaced and
been resolved. Many areas in the
company have provided support
which has contributed to the
decision to proceed with this
project - especially, but not limited
to Actuarial, Legal, Marketing,
Government Programs, Customer
Service and other HIS departments.

Harvey Matoren, ADS vice
president and the project team,
directed by Margaret Svenson and
consisting of Marion Tischler and
Ann O'Nale believe this represents
an unprecedented opportunity for
the Plan to contribute to health care
cost containment and offer a price
competitive alternative product to
Medicare beneficiaries.

�ase send response to Corporate Communications, 4T.
2

Performance
Management
Program
Superior customer service...that's
what we hear over and over again.
It's what our customer service
representatives live by. In the
Tallahassee and Panama City
branch offices, the customer
service reps now have an extra
incentive for providing this superior
service. This extra incentive is
called the "Performance
Management Program" and has
been in effect since October 1.
Field Customer Service
supervisor Sue Anne Kever is the
administrator of the new program
and explained its conception this
way.
"Our branch manager Jack Evans
is the one who came up with the
idea," she said. "He wanted to do
something that would recognize our
customer service reps for a job well
done."
"He got some material from Al
Lombana in Training and
Development that Al had acquired
from the Blue Cross and Blue
Shield Plan in Alabama. We hashed
it alI out to decide what was the best
approach," she continued, "and
came up with the program that we
implemented the beginning of this
quarter."
A questionnaire was developed
(see example) and answers to the
questions are rated from 1-5
depending upon the response
received from the subscriber.
3

Jack Evans explains details of new program
"For every customer service rep,
thirty phone calls are made per
quarter to subscribers they have
dealt with during that time period,"
said Sue Anne. "The answers they
give to the questionnaire are rated
from 1 {low) to 5 (high), totalled up,
and a percentage given for each
individual according to how many
questions were rated a 4 or 5 on the
scale."
"Our part-time employees are
also included in the contest," she
said, "but we only make 20 calls per
quarter for each of them."
There is only one winner per
quarter and no second or third

place is given. However, the winner
receives a certificate to indicate he
or she is the top-rated CSR for that
quarter, a $10 gift certificate for a
local store, and a free lunch
compliments of Blue Cross and
Blue Shield."
"We made it very clear to
everyone," said branch manager
Jack Evans, "that this was not to be
used for corrective action, but
simply as positive reinforcement. I
think it is very important that we, in
management, emphasize the
positive and that is what this
program is all about."

"The physicians relations reps will
be the ones to really carry the ball
on this project," Nay emphasized.
"They are the ones that eventually
will decide the success of this effort.
Each representative by specific
geographic area has a targeted
participation goal that is critical in
order to provide the physician
network necessary to deliver
services to our subscribers."
Proctor explained that the
physicians will be offered certain
incentives for signing the new
participation agreement. "They will
be assured of direct payment all of
the time," he said, "rather than
having to worry about collection
from the subscribers."
In addition to direct payment, the
participating physicians will be
identified on a special listing that
will let subscribers in their area
know they are a part of this
program, hopefully increasing their
patient volume. This list will be
available to all subscribers for
selecting a participating physician.
In return, the participating
physicians will agree to accept the
Plan's allowances; not balance bill;
and participate in both UCR and
Comprehensive contracts.

The expected resuIt from the new
program besides the very important
increased subscriber and physician
satisfaction is the opportunity to
increase our current savings for our
subscribers of 5% of billed charges
to 10%.

"It's success depends
upon the commitment of
the entire corporation."
"We are very excited about the
implementation of this enhanced
physician participation program,"
said Nay. "Many people contributed
a great deal of time and effort to its
development and implementation,"
he added, "particularly James
Hulsey, Larry Payne and Wayne
Procto11."

The members of the task fore
included Margaret Svenson,
Alternative Delivery Systems; t
Barnett, Private Business
Operations; Barbara Benavente
Mike Pipito, and Sandra Poff 01
Professional Relations; Jag Gn
Cost Containment; Ken Patch,
Larry Gilfillan, Actuarial; Austir
Patneau, Marketing; Jim Olive,
Kathleen Murphy Patneau of
Professional Reimbursement.
"We really want to emphasiz�
fact that this is not just a Cost
Containment Department proje
said Nay. "It's success depend�
upon the commitment of the er
corporation."

.,

New
Physician
Participation/
leimbursement
Program

Recently, much emphasis has been
placed on cost containment and
finding ways to reduce the high
price of health care. Blue Cross and
Blue Shield of Florida has made a
corporate commitment to this cost
containment effort and has
developed numerous programs over
the past year in an attempt to do its
part in holding down rising costs.
One of the newest and most
challenging of the cost containment
programs is the one dealing with
physician participation and
reimbursement. A physician
reimbursement task force was
established approximately a year
ago and given the mission of
developing a physician
participation/reimbursement
program that would permit Blue
Cross and Blue Shield of Florida to
offer a more competitive value of
benefits providing preferential
treatment for our subscribers.

". . . We need to have a

participation agreement
for the product that is
se/1/ng the most . . . "
Accord ing to Bob Nay, director of
Professional Reimbursement and
Wayne Proctor, director of
Professional Relations, two of the
key members of the task force, our
present participation arrangements
with physicians are inadequate.

"Based on the analysis of the task
force, our present participation
agreements are only in force for
UCR contracts," said Proctor.

"We communicated the new
program to the employees in a Two
Way Communications meeting,"
said Sue Anne, "and they seemed
really happy about it. Now, they are
anxiously awaiting the results of the
first contest which will be out in
January." Customer service
representatives Jane David, Linda
Greasamar, Sara Martin, James
Obeso and Elese O'Neill have a
great deal to look forward to in '84.
"Sure, we realize that our
customer service personnel should
strive to deliver superior customer
service all the time regardless of
any added incentive," said Evans,
"but we just feel like positive
reinforcement is so important in the
successful management of our
people."
"If our program is a success," he
said, ''who knows, maybe other
areas of the corporation will be
interested in trying it too."

"The physicians
relations reps w/11 be the
ones to really carry the
ball on this project . . . "
"There is no participation with
Comprehensive contracts and that's
what is selling now. We need to
have a participation agreement for
the product that is selling the most,"
he continued.
"There is also a lack of
understanding and acceptance of
the current program which is
resulting in balance billing," Nay
explained. "And that, naturally,
results in subscriber
dissatisfaction."
The program will be tested
initially in a relatively small area
with a strong effort to go statewide
by the end of 1984.
"Our test site will be Alachua and
Marion counties," said Nay.
"Letters will go out to physicians
in those areas beginning in January
to be followed up by personal one
on-one contacts by physician
relations reps shortly thereafter."

Customer Service Survey
QUESTION
PROMPT

SCALE
(lowest) 1 - 5 (highest)

Was your call answered right
away?
If you were placed on "hold",
did the Customer Service
Representative get back with
you right away?
When you came in, were you
able to see the Customer
Service Representative in a
reasonable length of time?
If the Customer Service
Representative was to call you
back, was the call made in a
reasonable length of time?

COURTEOUS

Was the Customer Service
Representative courteous?

ACCURACY

Were you satisfied with the
accuracy of the information?

COMMUNICATION Was the information given to
you in a way you could
understand?

.,
..
I

Were your questions answered
to your satisfaction?
Sue Anne Kever

QUALITY

Overall rating of service
received.
Any Comments?
_OUT OF_SCORED 4 Or 5

CSR NAME: _____

_o/o

SUB NAME: _____
PHONE: _______

_TOTAL POINTS

4

Variety Show brings joy
to both old and new
Not only was this year's Toys for
Tots Variety Show a resounding
success in terms of attendance, but
the purpose and goals behind it
were more than achieved.
This year's show was sold out for
two consecutive performances for
the first time in its nine year history.
But more importantly, 1565 toys
were collected for the
underprivileged children of
Jacksonville (over 400 more than
last year's figure).
The 165-member cast and crew
put on a delightful show that
entertained and warmed the hearts
of senior citizens and fellow
employees and their families.
''T'was the Night Before
Christmas" went a long way in
making many holidays brighter
this year!"
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Variety Show brings joy
to both old and new
Not only was this year's Toys for
Tots Variety Show a resounding
success in terms of attendance, but
the purpose and goals behind it
were more than achieved.
This year's show was sold out for
two consecutive performances for
the first time in its nine year history.
But more importantly, 1565 toys
were collected for the
underprivileged children of
Jacksonville (over 400 more than
last year's figure).
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The 165-member cast and crew
put on a delightful show that
entertained and warmed the hearts
of senior citizens and fellow
employees and their families.
'Twas the Night Before
Christmas" went a long way in
making many holidays brighter
this year!"
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New
Physician
Participation/
Reimbursement
Program

Recently, much emphasis has been
placed on cost containment and
finding ways to reduce the high
price of health care. Blue Cross and
Blue Shield of Florida has made a
corporate commitment to this cost
containment effort and has
developed numerous programs over
the past year in an attempt to do its
part in holding down rising costs.
One of the newest and most
challenging of the cost containment
programs is the one dealing with
physician participation and
reimbursement. A physician
reimbursement task force was
established approximately a year
ago and given the mission of
developing a physician
participation/reimbursement
program that would permit Blue
Cross and Blue Shield of Florida to
offer a more competitive value of
benefits providing preferential
treatment for our subscribers.

". . . We need to have a

participation agreement
for the product that is
se/1/ng the most . . . "
According to Bob Nay, director of
Professional Reimbursement and
Wayne Proctor, director of
Professional Relations, two of the
key members of the task force, our
present participation arrangements
with physicians are inadequate.

"Based on the analysis of the task
force, our present participation
agreements are only in force for
UCR contracts," said Proctor.

"The physicians
relations reps w/11 be the
ones to really carry the
ball on this project . . . "
"There is no participation with
Comprehensive contracts and that's
what is selling now. We need to
have a participation agreement for
the product that is selling the most,"
he continued.
"There is also a lack of
understanding and acceptance of
the current program which is
resulting in balance billing," Nay
explained. "And that, naturally,
results in subscriber
dissatisfaction."
The program wi11 be tested
initially in a relatively small area
with a strong effort to go statewide
by the end of 1984.
"Our test site will be Alachua and
Marion counties," said Nay.
"Letters will go out to physicians
in those areas beginning in January
to be followed up by personal one
on-one contacts by physician
relations reps shortly thereafter."

"We communicated the new
program to the employees in a Two
Way Communications meeting,"
said Sue Anne, "and they seemed
really happy about it. Now, they are
anxiously awaiting the results of the
first contest which will be out in
January." Customer service
representatives Jane David, Linda
Greasamar, Sara Martin, James
Obeso and Elese O'Neill have a
great deal to look forward to in '84.
"Sure, we realize that our
customer service personnel should
strive to deliver superior customer
service all the time regardless of
any added incentive," said Evans,
"but we just feel like positive
reinforcement is so important in the
successful management of our
people."
"If our program is a success," he
said, ''who knows, maybe other
areas of the corporation will be
interested in trying it too."

Customer Service Survey
QUESTION
PROMPT

SCALE
(lowest) 1 - 5 (highei

Was your call answered right
away?
If you were placed on "hold",
did the Customer Service
Representative get back with
you right away?
When you came in, were you
able to see the Customer
Service Representative in a
reasonable length of time?
If the Customer Service
Representative was to call you
back, was the call made in a
reasonable length of time?

COURTEOUS

Was the Customer Service
Representative courteous?

ACCURACY

Were you satisfied with the
accuracy of the information?

COMMUNICATION Was the information given to
you in a way you could
understand?
Were your questions answered
to your satisfaction?
Sue Anne Kever

QUALITY

Overall rating of service
received.
Any Comments?
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_ OUT OF_ SCORED 4 Or 5

CSR NAME: ____

_%

SUB NAME: ____
PHONE: _____

_TOTAL POINTS

terformance
'1anagement
•rogram
perior customer service ...that's
at we hear over and over again.
what our customer service
,resentatives live by. In the
llahassee and Panama City
inch offices, the customer
vice reps now have an extra
entive for providing this superior
vice. This extra incentive is
led the "Performance
.nagement Program" and has
3n in effect since October 1.
=ield Customer Service
,ervisor Sue Anne Kever is the
ninistrator of the new program
j explained its conception this
y.
'Our branch manager Jack Evans
he one who came up with the
1a," she said. "He wanted to do
nething that would recognize our
,tomer service reps for a job well
ne."
'He got some material from Al
mbana in Training and
velopment that Al had acquired
m the Blue Cross and Blue
ield Plan in Alabama. We hashed
.II out to decide what was the best
:,roach," she continued, "and
ne up with the program that we
:>lamented the beginning of this
arter."
\ questionnaire was developed
1e example) and answers to the
estions are rated from 1-5
pending upon the response
:eived from the subscriber.

Jack Evans explains details of new program
"For every customer service rep,
thirty phone calls are made per
quarter to subscribers they have
dealt with during that time period,"
said Sue Anne. "The answers they
give to the questionnaire are rated
from 1 (low) to 5 (high), totalled up,
and a percentage given for each
individual according to how many
questions were rated a 4 or 5 on the
scale."
"Our part-time employees are
also included in the contest," she
said, "but we only make 20 calls per
quarter for each of them."
There is only one winner per
quarter and no second or third

place is given. However, the winner
receives a certificate to indicate he
or she is the top-rated CSR for that
quarter, a $1O gift certificate for a
local store, and a free lunch
compliments of Blue Cross and
Blue Shield."
"We made it very clear to
everyone," said branch manager
Jack Evans, "that this was not to be
used for corrective action, but
simply as positive reinforcement. I
think it is very important that we, in
management, emphasize the
positive and that is what this
program is all about."

"The physicians relations reps wiII
be the ones to really carry the ball
on this project," Nay emphasized.
"They are the ones that eventually
will decide the success of this effort.
Each representative by specific
geographic area has a targeted
participation goal that is critical in
order to provide the physician
network necessary to deliver
services to our subscribers."
Proctor explained that the
physicians will be offered certain
incentives for signing the new
participation agreement. "They will
be assured of direct payment all of
the time," he said, "rather than
having to worry about collection
from the subscribers."
In addition to direct payment, the
participating physicians will be
identified on a special listing that
will let subscribers in their area
know they are a part of this
program, hopefully increasing their
patient volume. This list will be
available to all subscribers for
selecting a participating physician.
In return, the participating
physicians will agree to accept the
Plan's allowances; not balance bill ;
and participate in both UCR and
Comprehensive contracts.

The expected result from the new
program besides the very important
increased subscriber and physician
satisfaction is the opportunity to
increase our current savings for our
subscribers of 5% of billed charges
to 10%.

"It's success depends
upon the commitment of
the entire corporation."
"We are very excited about the
implementation of this enhanced
physician participation program,"
said Nay. "Many people contributed
a great deal of time and effort to its
development and implementation,"
he added, "particularly James
Hulsey, Larry Payne and Wayne
Proct011."

The members of the task force
included Margaret Svenson,
Alternative Delivery Systems; Hank
Barnett, Private Business
Operations; Barbara Benevento,
Mike Pipito, and Sandra Poff of
Professional Relations; Jag Grewal,
Cost Containment; Ken Patch, EDP;
Larry Gilfillan, Actuarial ; Austin
Patneau, Marketing; Jim Olive and
Kathleen Murphy Patneau of
Professional Reimbursement.
"We really want to emphasize the
fact that this is not just a Cost
Containment Department project,"
said Nay. "It's success depends
upon the commitment of the entire
corporation."
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As you have no doubt noticed,
PROFILE has a new look. We, here
in Corporate Communications, are
really excited about the new format
as well as expanded content.
We would be interested in
knowing how you feel about the

new look. Below there is a form you
can fill out to let us know your
opinion of the new PROFILE. We
are located on 4-T.
Or if you would rather call us, our
number is x-8075 and we would
welcome your comments. Thank you.

Med icare &
More

CUT HERE

Do you prefer the new format to the old?

Yes ___

No ___

I like Profile 's "new look" . . .
Very Much ___

Somewhat ___

Not Much ___

Additional Comments:

Please send response to Corporate Communications, 4T.
9

Not at all ___

Blue Cross and Blue Shield of
Florida and its affiliate HMO, South
Florida Group Health in Miami, are
proud to announce their
participation in a demonstration
with the Health Care Financing
Administration to show that South
Florida Group Health can provide
quality health care for Medicare
beneficiaries at a lower expense
than is presently incurred by the
government.
"Medicare & More" will cover all
hospital services, all physician
services, and prescription drugs for
a premium substantially lower than
complementary coverage. Improved
utilization management, particularly

in hospital care will hopefully allow
all parties - beneficiaries, HCFA
and Blue Cross and Blue Shield of
Florida to benefit.
The Demonstration has been in
planning for more than a year and
various issues have surfaced and
been resolved. Many areas in the
company have provided support
which has contributed to the
decision to proceed with this
project - especially, but not limited
to Actuarial, Legal, Marketing,
Government Programs, Customer
Service and other HIS departments.

Harvey Matoren, ADS vice
president and the project team,
directed by Margaret Svenson anc
consisting of Marion Tischler and
Ann O'Nale believe this represent:
an unprecedented opportunity for
the Plan to contribute to health ca
cost containment and offer a price
competitive alternative product to
Medicare beneficiaries.
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Walter Allen, Ill, on December
12 to Linda Allen, Medicare A
Correspondence.

Nathan Hays, Methods, to
Kathleen Hall on December 10.

New Physician Participation/
Reimbursement Program

Dean Phllllppl, Operations
Support, to Delores Tarifa on
November 19.

Lynn, on December 9 to Nancy
Chitty, State Group Claims.

James Rowe, Miami PARO, to
Jordan Kay Kruse on January 1.

Sean Kelly, on November 16 to
Jack Conway, Provider
Relations.
JennHer Lena, on December 14
to Steve Hanley, Corporate
Communications.

Trevor Blake, on November 3 to
cathy Ortez, ARA.
Brittany Suzanne, on November
9 to Doug Powell, Internal
Audit.

Curtis Le'shaun, on October 9
to Victoria Williams, Inquiry
Control.
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Robert King, Professional
Relations, to Julia Corey on
November 20.

Andrew Frank, on October 28 to
Diane Carrigg, Exam Entry.

Bryan, on October 29 to David
Ricke, Technical Services.

7-8

Anniversaries

Vermell Bennett, Health
Services Data, to Jasper
Kierce, Jr. on December 17.

Ryan Douglas, on November 7
to Terri Lordahl, Graphics

5-6

Marriages

Jualln Mathew, on November
11 to Durward Allen, Production
& Change Control.

Isaiah Breakwell, on October 25
to Greg Billington, Market
Research.

WIiiiam Frederick, on November
8 by Pat Colvin, Group Sales.
Derek Patrick, in November by
Frank Metallo, Miami.

*
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Shlrtey Edwards, will retire
December 31 after 20 years of
service.
Virginia Sheppard, will retire
December 31 after 14 years of
service.

20YEARS
WIiiiam E. King
Other Carrier Liability
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Keith Coker
Provider Automated Services
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Administrative Services Post
Claims Audit
Ellzabeth M. Frantz
Inpatient Processing Section
Jeffrey A. Hinson
Medicare B Claims
Kathy L Reinhardt
Cashiers

Robert W. Cooper
Special Accounts
Awilda Correa
Physician Relations

15 YEARS
Thomas E. Cleland
DP Research & Capacity
Planning

*

S YEARS

*

Rosallnd L Owens
Private Business Claim
Sandra L Poff
Provider Relations, Ft.
Lauderdale

1 YEAR
Pamela L. Klrtl
Market Research
Dominick Labarbera, Jr.
St. Petersburg
Alleen N. MIiis
Utilization Review
Marc J. Newton
FEP Correspondence
Robert J. Walsh, Jr.
Custodian Services

Wanda E. Summers
Technical Services
Mattie B. Thomas
Correspondence Section
Margaret E. Vega
BC BS Paid Files
Mary B. White
Federal Employee
Supplemental
Martha S. Young
Computer Operations
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